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data-driven performance - strategic governance * government transparency = culture of accountability



Agenda andiMeeting Goals

1. MC311 Performance Measures
and Call Center Utilization

Goal: Monitor and assess MC311
utilization, operations, and
customer service

2. Departmental SR, Web, and SLA
Performance Trend Analysis

Goal: Monitor and assess
performance and utilization trends
by department for actionable
insights

3. Department Deep-dives

Goal: Examine trends for high
priority departments and service
areas to define CY17 improvement
roadmap

4. CY17 Business Priorities

Goal: Reach consensus on CY17
CountyStat-MC311 priorities and
strategy

@ CountyStat

Performance Measurement and Management

How we will measure
success:.

Attainment of Customer
Service Center
performance goals

Evidence of continued
improvement in SLA
completion and
responsiveness across
departments

Positive internal and
external customer
feedback based upon
survey results

= Gl = General Information service

request answered in call center

= SR-Fulfillment = Service request

Definitions: Service Requests

collected by call center (or via the web)

and fulfilled by a department

= SLA = Service Level Agreement, the
number of business days in which a

department will fulfill a particular SR
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CountyStat 311 Activities

Annual

Annual MC311 Departmental

Review (and
—> Priority Setting
for Next Year)

Quarterly Quarterly Quarterly

“Capability and
Performance
Review”

Report Q1 Report Q2

l ¢

“Joint Action” Reviews
On-demand meetings based on trends in data, executive priorities, and

Report Q3

emerging opportunities. Goal: Drive continuous improvement on SLA’s,
back office processes, and MC311 integration.

‘4@ - CountyStat
In CY16, the Joint Action
Reviews were centered on
DOT Highway Services,
particularly Road Repair and
Pothole Repair.

The departmental Capability
and Performance Review
ahead of FY17 led to
approved SLA changes for 27
solutions (excluding DLC), of
which 10 led to a tightening
of the SLA. All but 5 of the
changes were in DOT. Of the
27 SLA changes, only 7 were
for high volume solutions (>
100 requests for the year),
with 4 SLAs being tightened
and 3 being expanded.

The CY17 focus areas will be
outlined at the end of this
presentation.



Datal Source and! Reuse of Analysis
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FOLLOW UP ITEM: CountyStat to pilot and publish department
and/or service area specific “drill-down” presentations
modeled on Section 2 and 3 in this presentation.

FOLLOW UP ITEM: CountyStat to work with DTS to add field to

open data set (“Request Type”)

CountyStat

/' Performance Measurement and Management

CountyStat primarily relies on
the MC311 Service Requests
open dataset from
dataMontgomery to conduct
the annual MC311 review
(outside of the call center
metrics). CountyStat
augments this data with a
small number of additional
fields not available to the
general public.

The size of the data used for
the annual review analysis
exceeds the capacity of Excel.

CountyStat therefore
leveraged a more automated
data discovery tool (Tableau).
This more automated
approach enables CountyStat
to easily “reproduce” this
analysis for specific
departments, divisions, and
services.
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1. CALL CENTER PERFORMANCE

PERFORMANCE MEASURES AND OPERATIONAL METRU@@



ACD Calll Volume!' by Fiscall Year

Date
FY 2013 FY 2014 FY 2015 | FY 2016
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Call' Center' Updates

UPDATES

*MC311 completed its
physical move from the
Rockville core to Twinbrook
onJuly 11.

Physical

Move

*MC311 completed a new
staff augmentation contract
to replace temp contract.

*Vendor provides similar
service to NYC and will
enable MC311 to scale up
during emergencies.

* DTS is scheduled to
complete the Siebel upgrade
for universal web browser
compatibility by Q3 FY17.

*MC311 has also improved
trunk capacity.

System

Upgrades

*MC311 played an integral
partin the response to the
Snowzilla snow storm in
January.

* MC311 infrastructure was
overwhelmed by call volume.

&)

*MC311 played an
instrumental role in
supporting the emergency
response to the Silver Spring
Fire, including by helping to
connect lost family
members.

SilverSpring

AptFEire

¢ OHR and MC311 partnered
to successfully launch a
more tailored experience for
County staff, branded as
OHR@311.

&)

* DLC successfully leveraging
MC311’s Siebel platform to
track calls and requests from
customers. MC311 provided
technical support and
training.

DLC Call

Center

*MC311 supported DPS
reorganization and helped
reduce number of DPS call
escalations. Refined DPS
visibility rules for 200 DPS
employees across 20 user
groups.

&)
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This slide describes activities
completed in FY16 and
ongoing activities for FY17.

In addition to the activities on
the left, additional activities
included:

= Support for SafeTrack

= Completion of KBA review

= QOLO published report on
use of MC311 data for
budgeting

= New council resolution
tasks 311 with taking
resident calls on hate /
harassment

= MC311 in continued
discussion with MCPD to
potentially offload
additional non-emergency
requests.



Average Timeto
Reach 311 Rep

256

Seconds

Q

Detail P

Utilization of MC311
Web + Mobile Portal

329

Percent of all fulfiliment
service requests

v

Detail P

MC311 Customer
Satisfaction

84

Percent satisfied

o

Detail )

MC311 Average Rate
of First Call Resolution

/8

Percent of calls

e

Detail )

MC311 Performance Measures for FY16

Average Rate of 311
Spanish Call Requests

4.3

Percent of all calls

o

Detail

MC311 Abandoned
Call Rate

8.9

Percent of all calls

o

Detail )

‘4@ CountyStat
In FY15, MC311 and
CountyStat implemented 5
additional headline
performance measures.

In FY16, MC311 held steady on
three metrics and saw an
improvement in web utilization.
The average time to reach a
311 rep increased, in part due
to high outliers during the
Snowzilla snow storm. The rate
of first call resolution also fell
slightly, as fulfillment service
requests outpace general
information requests.

Source / notes

https://reports.data.montgo
merycountymd.gov/countyst
at/department/pio



https://reports.data.montgomerycountymd.gov/countystat/department/pio

Abandoned Call Rate (Goal = 5%)

Abandoned Call Rate
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CountyStat has implemented
new visualizations for tracking
call center performance to
better examine within-year
changes and to reduce the
influence of outliers. Every dot
is a daily average.

While MC311 experienced
high rates in the first quarter
and again during Snowzilla,
the abandoned call rate has
dropped significantly in the

second half of FY16.

YEAR | AVG 'MEDIAN 90™ %
FY14 | 2.5 1.8 3.9
FY15 | 3.2 2.7 4.9
FY16 | 3.3 2.4 5.5

Source / notes

MC311 Siebel Call Center
Scorecard (weekends
excluded; “hang up/dropped
call” SRs not included)



Average Time to Reach a 311 Call Representative (Goal = 205s)
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The average time to reach a
311 representative
increased for the year, but
this is largely due to a few
significant outliers related to
Snowzilla. The median, 90t
percentile, and number of
days not met have all
dropped compared to FY15.

YEAR | AVG MEDIAN 90™ %
FY14 | 15.9 | 13.5 | 27.3

FY15 | 16.6 | 15.7 | 29.3

FYi6 | 17.9 | 14.6 | 26.6

Source / notes

MC311 Siebel CRM
Dashboard (excl. weekends)
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Average Handle Time (Goal = 240 seconds)

Avg Handle Time (seconds)
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CountyStat

"/ performance Measurement and Management

As with the other metrics,
MC311 has seen a notable
improvement on this
measure in the last quarter of
FY16.

Days that did not meet the
240 second target tended to
have a higher number of SR
fulfillment requests.

FOLLOW UP ITEM: Explore
potentially adjusting this
standard to match capabilities.

FOLLOW UP ITEM: CountyStat to
continue to evolve new call
center visualizations to help
evaluate performance of new
contractor.

Source / notes

MC311 Siebel CRM
Dashboard (excl. weekends)
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After Call Work (Goall = 1 minute)

Avg ACW Time in Mins

Date
FY 2014 FY 2015 FY 2016
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' CountyStat

Performance Measurement and Management

The call center has
consistently met the 1
minute target, a notable
improvement over FY15.

Source / notes

MC311 Siebel CRM
Dashboard (excl. weekends)
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Tier 2 Call Volume

Tier 2 DPS Tier 2FIN Tier 2 HHS MC311 uses Tier 2
. B FY 2016 call-takers to resolve
1600 ‘ select HHS, FIN, and
M Fy 2015 DPS calls that
' M Fy 2014 require additional
1400 knowledge or skills.
OHR was added in
1200 FY17.
Tier 2 volume is
w 1000 down across the
© board. Overall, 5.4%
i of calls went through
;t’ 800 Tier 2, down from
7.1% and 7.2% in
600 FY16 and FY17
respectively.
400
200
0 Source / notes
‘50’10_4—)>UC_QL.5.>~.C4‘5 O'\CL-&—)>UC_DL.L>~.C’3 DY Q4+ > LU C 0O % = > O MCSllelCRM
228828 eEF B3R 2282523882 83R 23888828883 iebe
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Calls in Spanish

Avg. % Spanish Calls

CO
050

Oct

Nov

Jan

Feb

Apr

May

FY 2016
FY 2015
FY 2014

Jun

CountyStat

N 7/ Performance Messurement and Management
i
i

% Spanish

FY13 FY14 FY15 FY16

Volume is down slightly (500 calls) for the
fiscal year, primarily due to drop in Transit

related requests.

Popular Spanish language requests incl.:

1
2
3.
4.
5
6

MD Health Care Connection (#11 Eng)
MANNA Food Referral (#33 Eng)
Schedule DPS Inspection (#2 Eng)
Ride On Real-time Arrival (#1 Eng)
Bulk Trash Pickup (#3 Eng)

Comcast Customer Service (#43 Eng)

Source / notes

MC311 CSC Scorecard and Siebel CRM.
Rankings rely on “preferred language”
field, which may not be 100% accurate.

14



Inaccuracy Rate (Inverse of “Accuracy Rate”) (Goal: < 2%)
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that MC311 reports on.
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Note that accuracy rate is
1.6 consistently above 99.5%, a
slight improvement over the
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FY 15 Results: Semil Annual Customer Survey

Customer Satisfaction
B FY16 - Summer —FY15-Summer

100%
80%
=
% 60%
©
9 40%
xR
20%
0%
Phone: Time Phone: Phone: Web: Web: Ability Web: Ease
toreacha Handling of| Overall Overall |tofindinfo of using
CSR the call |experience experience website

% CountyStat
Performance on the
customer satisfaction
survey is largely consistent
with last year, despite
Snowzilla. The results are
based on 1,100 user
responses.

Web users continue to
report a better overall
experience.

MC311’s internal customer
survey saw a slight
increase in the percent of
respondents rating service
request accuracy as
“excellent” or “good,” from
70% (2015) to 73% (May
2016).

16



Techmnical Infrastructure Update

MC311 encountered a relatively low number of technical / infrastructure incidents in FY16, but was
challenged by unprecedented volume during the Snowzilla snow storm in January.

NOTABLE EVENTS

Jan 1.8/ (Mon) Jan 19 (Tue)

MLK day. Switch left open, First 101 calls missed before
causing artificial abandoned switch was opened at 7:30
calls. am.

Jun 6 (Mon)

Network outage from 10:20
to 10:40am preventing CSRs
from taking calls.

Augr2i(iue)

Issues with the data used to
generate the CSC scorecard.
No impact on call center
operations. Not yet resolved.

Jun 21 (Tue)
INOVAL ()

Brief outage.

Avaya license server issue
causing outage from 7:00 to
7:20am.

> 100 abandoned calls | > 5% abandoned call rate | > 20 sec Avg Speed to Answer

This slide reports on
technical issues and
events encountered in
FY16 (and FY17 YTD).

FOLLOW UP ITEM: MC311,
CountyStat, and DTS to ensure

integrity of CSC scorecard data.

Source / notes

MC311 technical log
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Gl and SR-Fulfill Growth Over Time
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CountyStat

/' Performance Measurement and Management

Gl vs. SR Fulfillment

=O=Gl| =O=SR Fulfill

400000 O~
300,000
200,000 O/O_O
100,000

0

FY2014 FY2015 FY 2016

Gl increased very slightly, in
part due to high volume
during Snowzilla. SR
fulfillment volume continued
to grow in FY16.

Source / notes

MC311 Siebel CRM data
Note: Excludes DLC Call
Center.
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Change over Time by Department

Number of Records
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Fy 2014
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Fy 2014
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Fy 2014
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\ @' CountyStat

/' Performance Measurement and Management

DEP (esp. Solid Waste) and
DHCA continue to see
increases in volume,
particularly for fulfillment SRs,
but also for general
information requests.

DPS has seen a shift from
fulfilment SRs to Gls.

DOT continues to see a large
drop in Gl volume as residents
switch to self-service digital
options for transit navigation.
DOT fulfillment SR volume is
down primarily due to lower
internally generated requests.

M General Information
M Service Reqs, Complaints, Referral

Source / notes

MC311 Siebel CRM data
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Change in Gl Volume

Difference in Number of Records

BK

4K

2K

OK

-2K
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-20K

-22K

-24K

DOT Non-MCG DPS FIN DEP HHS

POL

Other

Increase in Increase in

Building Solid Waste

Construction
Decrease in
MD State
-17,729
Decrease in
Transit

-2,024

PIO

DHCA

1,428

Increase in
Licensing &
Registration

OHR

Grand
Total

11,615

4@ - CountyStat
General Information
requests saw a slight

increase in FY16. This
increase was primarily
driven by DHCA (esp.

Licensing and Registration)

and DPS (esp. Building
Construction).

DOT'’s decrease in Gl (and
Fulfillment SRs) is despite
a 10,000+ increase in
requests for snow removal.

FY 2015
M FY 2016

Source / notes
MC311 Siebel CRM
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Continuing Shrinkingl of Transit Gl Calls

DOT Transit general
information requests continue
on a persistent decline in
volume.

Taxi-General Info

Transit dieans| Sr. Programs and Info
amplaint-Taxicab Driver Lost

Source / notes

ide On Bus Stops/Shelters

MC311 Siebel CRM data

ity October 2014 April July October 2015 April July October 2018 April July October
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Change over Time by Department
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This slide shows the areas
driving the decline in DOT Gl
volume and the increase in
DHCA and DEP volume.

Note that DOT Transit Gl
requests typically take 100
seconds to open and close

out, which is among the

shortest times. By
comparison, for instance,
DHCA L&R Gl requests take
about 200 seconds (rough
estimates; excluding outliers).

M General Information
M Service Reqs, Complaints, Referral

Source / notes

MC311 Siebel CRM data
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FY 15 Change im SR Fulfillment Volume

DEP DoT DPS DHCA FIN HHS pPOL OHR Other | Non-MCG |  PIO ?:"t';‘lj Service request volume
increased at a slower pace
than last year. Most
40K increases came from DEP
and, to a lesser extent,
35K DHCA. DOT is down, in
part due to fewer internally
« 20K generated tree requests.
B
o
g
« 25K
o
= N
é Increase in
3 20K internal Tree
£ Requests
2 15K
g
£
5 oy M FY 2015
M FY 2016
5K
Source / notes
0K IS— - - MC311 Siebel CRM

. Increase in Code
Inc.rease in Enforcement and
Solid Waste esp. Licensing &R
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Change over Time by Department
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Performance Measurement and Management

' CountyStat

This slide shows the service

areas and sub-areas driving

increases for DEP and DHCA
and decreases for DOT.

M General Information
M Service Reqs, Complaints, Referral

Source / notes

MC311 Siebel CRM data
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Treemap: Service Requests Fulfillment/in EY 16

Code Enforcement

4%

8,412

Landlord

Tenant
Affairs

3%

Solid Waste Solid Waste
Bulk Trash Request Bin Request-New
13% 12%
26,352 22,780
Solid Waste Solid Waste Solid Solid
Scrap Metal Request Bin Pick-Up Waste
12% 3% Cart
22,543 6,774 Repair
2%
4,109
Solid Waste Solid
Same Day Waste
Solid Waste

Cart Single

Building
Construction
Permit
Intake/Issuance

6,660
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MC311.com Web Visits and Conversions - CountyStat
80K M Fy 2017 Conversion Rate
W FY 2016 (SRs / Visits)
M Fy 2015
20K FY 2014
60K
~ FY14 FY15 FY16
S0K Average
2 Web visits reached an all-time
> 40K high. In addition, page views (not
shown in chart) were higher every
month in FY16 vs. past years.
30K However, the number of visits
dropped off near the end of FY16,
a trend which persists in FY17.
20K Top Services
. romememitmn FOLLOW UP ITEM: Ensure MC311 is
< oy o sesearems prominently featured on the MC website
10K 7 s Source / notes
MC311 Siebel
0K
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Use of Web Fulfillment Service Requests On the Rise

The number of requests generated
online was notably higher every
month but March.

6K
M FY 2016
5K M FY 2015
© FY 2014
T
< AK
a
o
ks
=
3 3K
E
=
=
2K
1K
Source / notes
OK MC311 Siebel

Jul Aug Sep Oct Nov Dec lJan Feb  Mar  Apr May  Jun
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Treemap: Service Requestsi Eulfillment/in FY16 - Web CountyStat

Solid Waste Solid Waste This slide shows the

Bin Request-New Scrap Metal Request distribution and relative
22% 17% popularity of fulfillment
15,173 10,043 service requests via the web.

Department
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Bulk Trash Request FRS

. Solid Waste Solid | Code Enforcement Hl_lb 1
e Bin Pick-Up Waste MCERP

7% Literature |ff 6% I OEMHS
4,457 3% 83,477 B OHR

1,706 B QOther
I POL

Source / notes

Animal Services
. Dead Animal

MC311 open data




Change in Share of Eulfillment SRs Generated via Welb

% of Total Number of Records
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DEP continues to see the
highest rate of online
requests.

DOT has also seen an
increase, particularly for tree
related requests as well as a
5 percentage point increase

for highway services (from
30% to 35%).

FRS saw a sharp increase in
the share of web requests for
car seats.

Note that this analysis
excludes internally generated
requests (i.e. it measures the
split between phone vs. web)

Source / notes

MC311 open data (excludes
internal requests)
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Relative “SLA Met" Performance by Source

Depart..

DEP

% of Total ..

DOT

DHCA

DPS

..% of Total ..% of Total .
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Phone

Web, Twitter, Em..

80.9%
3,250

POL
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FIN

% of Total ..% of Total .

% of Total .

90.3%
3,691

Internal

CountyStat

rmance Measurement and Management

While DEP demonstrates superior
performance on web requests, DOT, DPS,
and DHCA (to a lesser extent) produce
worse results.

For DEP, these differences are explained
by the differences in the kinds of requests
made. But DOT and esp. DHCA and DPS
demonstrate lower performance for web
requests even for the same type of request
(for instance, DHCA housing complaints
has an SLA performance of 73% web vs.
78% phone, while DPS’s contacting a
zoning specialist shows 74% web vs. 88%).

These more complicated types of requests

may require additional guidance for web
users.

Source / notes

M311 SR Open Data Set
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New Responsive & Sustainable Leadership Measure

Responsive and Sustainable Leadership

DOT - Overtime

233 6

rtime hoursw per
u\ me, Non-seasona
employee

V]

DOT - MFD Actions
Awarded

36.3

ercent of department
contract actions awarded

o

DOT - Workforce
Availability

323

Percent of scheduled hours
worked

o

DOT - MFD Dollars
Awarded

35.1

Percent of department
contract dollars awarded

v

DOT - Internal Audits

100

DOT - Injuries

131

Percent of audit

Injuries

recommendations

implemented

DEETED 3

DOT - Innovations
and Collaborations

Detail »

V]

Usage

Dollars

DQT - Print and Mail

501,721

Detail »

o

Detail )

DOT - Succession
Planning

29

Percent of key positions
planned

&

DOT-MC311 Service
Level Performance

82

Percent of SRs meeting
service level agreement

o

Performance Measurement and Management

CountyStat has fully
integrated departmental
SLA performance into the
Department Performance
Plans, including by
incorporating MC311
performance measures in
the departments’
interactive Open
Performance dashboards.
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Department SLA Performance continues to improve

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

DTS

FIN

Other

FRS

% SLA Met Rate

O-FY14 -O-FY15 =O-FY16
DHCA OHR MCERP DOT

DPS OEMHS HHS

DEP

POL

SLA performance saw
continued improvement in
FY16. DTS, FIN, “Other”
(primarily CUPF), and FRS saw
improvements of at least 8
percentage points. Only three
departments - HHS, DEP, and
POL - saw a reduction, of only
about 1 percentage point each.

Overall - By Fiscal Year

FY14 FY15 FY16

Source / notes

MC311 SR open data set
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Total Missed! SLAs by Year and Month

SLA performance has

YEAR BY YEAR 2016 BY MONTH continued to improve overall.
9K This is despite the high
number of missed SLAs in
8K 1800 January due to Snowzilla.
DOT
1600
7K M DEP
1400 M DHCA
6K W DOT
1200 M DPS
5K M DTS
1000 I FIN
AK DPS M FRS
800 M HHS
3K B MCERP
600 ¥ OEMHS
2K DEP M OHR
400 M Other
1K 00 M pOL
OK ...................................... O Source / nOteS
FY 2013 FY 2014 FY 2015 FY 2016 S 9 850 3 9 5 8 & & % S MC311SRopen data
< nn QO Z o & L = < = O
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EY 15 Missed SLA by Department and Sub-Area

Solid Waste

Scrap Metal Request
7%

1,301

Building Building
Construction
Permit
Building
L]
Solid Waste Solid e
Bulk Trash Request | Waste &Site
4% Same
792 Children
Youth and
Solid Waste Families

Cart Single Family

DOT acco
Code Enforcement od SLAs. fo
and D
10% orce
1,779
Oldal O cd
a O aepa
DEP
D i
D
Licensing and DP
D

Registration

7%
1,315
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FY15 SLA Performance vs. Volume

N
T

This chart helps identify the

100% - s ° ® ~ biggest opportunities for
e improving customer service.
90% “
) § Last year, CountyStat
- & o identified Pothole Repair and
80% ¢ Road Repair as priority topics
r' ¢ © DHCA CODE ENFORCEMENT for “joint reviews” and deep
70% dives in partnership with
. POTHOLE MC311 and DOT.
- & (:) (:)
2 60%
= ROAD REPAIR
3 [ M DEP (Note that most poor
‘13 50% % DOT performing solutions are very
° g B DHCA low in volume. MC311
400 - B DPS addresses this by, for
? instance, setting up email
OHR notifications for
30% POL departments.)
FIMN
20% OEMHS
W HHS
L0 DTS Source / notes
1Yo
MCERP MC311 SR open data set
0% Volume of Requests Other

OK 2K 4K 6K 8K 10K 12K 14K 16K 18K 20K 22K 24K 39



FY 16/ SLA Performance vs. Volume (Click picture for interactive)

Color

Department v

M CEP
W CHCA
Moot
W oPs
WoTs

W Fin

[ HHS

[0 McERP
[l OEMHS
M oHR
W Ctrer
Wroo

Size
Number of
Records

TDIDD
Select
|_J22 Gallon Bin Delivery (B...
[]22 Gallon BIn Pick-up (B ..
|_J22 Gallon Bin Pick-up (Bo. .
[ ]82 Gallon Can (Bottles/Ca. .
()35 Gallon Cart Delivery (P...
]38 Gallon Cart Delivery/R...
|6 Gallon Baby Blue Delive ..
[J65 Gallon Cart Delivery (...
|7 Gallon Desk Side Bin D ..
[ Jaccess Problems o Error ...
[ JAccessMCG - Initial Acco...
| JAccessMCG (FIN Payrall)
[ JaccessMCG (FIN Payroll) .
[ JAccessMCG (MCERF) - D
DAEEESSMCG (IRecruitment.
[ JAir Pallution - Indoar

o

ol lnl ~
[ 3
£ -
—_
>
. 0.9
o
=
§ 0.8
<L
-
0.7
0.6
)
% 0.8
;’ 04
[
R
0.3
e @
0.2
)
=
E 0.1
)
'_
5 o
500 1,000 1,500 2,000 2,500 3,000 3,500 4,000 4,500 3,000 5,300 6,000 6,500
Number of Records v Linv
N 2013
BD@{ i }
Volume of Requests

<]

[T #ir Ballitinn Autdnar

[V]Trails

Clicking on the image opens
an interactive chart that
shows the movement of SLA
performance vs. volume over
time.

Source / notes

MC311 SR open data set
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FY16 SLA Performance vs. Volume (Comparison to FY15)

% SLA Met

il CountyStat

Performance Measurement and Management

N
T

This graphic shows movement between

o)
o

© o]

i F

FY15 and FY16. Note that DOT saw
notable improvements in both Road
Repair and Pothole Repair. DHCA Code
Enforcement also improved slightly.

O
[0} o 0
DHCA CODE ENF
o]

o
o)
ROAD REPAIR POTHOLE
o
[
o
0K 1K 2K 3K 4K 5K 6K 7K

Volume of Requests

The other highlighted movements will
be discussed in a later slide.

B DEP
DOT

B DHCA

M DPS
OHR
POL
FIN
OEMHS

B HHS
DTS

MCERP
Other Source / notes

9K 10K MC311 SR open data set
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Analysis of Highway Services SRs

Highway Services Service

CustomerService Level

Requests ‘@' Countystat

Depot Service Level Completion Level

Customer Requisition

Opening Process Work in Progress

i
Bethesda
Colesville /Gaimersburg E.

Silver Spring < {GaithersburgW.
« Damascus

WorkForce LeaderPrints
) outSR'soneatatimeand
distributes SR’s

|

erlorkrForce Leaderclosesall
completed SR’sin Seibel atend
of work day ornextmorning

&® B0

3 Patching CrewPersonnel hand in their
ClOSIng Process Service RequestSheets to Workforce

Leaderatend ofworkday

CountyStat

/' Performance Measurement and Management

MCDOT Highway Services,
MC311, and CountyStat
collaborated to assess
opportunities for improving SLA
performance. This work included
process analysis, as depicted in
the screenshot to the left.

Performance has notably
improved and continued through
FY17 (YTD).

CountyStat and MC311 will use
this as a model for future “joint
action reviews,” based on
priorities set at the MC311
annual review meeting.

Source / notes

CountyStat analysis
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Highway Services Performance: Pothole and Road Repair ‘4@ CountyStat
Consistent improvement has
been seen in the performance
of Highway Services Road
Repair by all depots .

Highway services had its best
performing month in

g October/November in terms of
g 70% the average time to close

£ Pothole/Road Repair Service
; 60% Requests, at 1.4 and 2.2 days
z V respectively.

5

»  50%

s

o 40%

=]

3

8

5 30%

o

Pothaole Repair

20% B Road Repair
10%
Source / notes
0, o ;
0% ey 2015 MC311 Siebel CRM
December 2013 June 2014 December 2014 June 2015 December 2015 June 2016 December 2016

Month of Opened 43
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FY16 SLA Performance vs. Volume (Comparison to FY15)

% SLA Met

). 656 CART DELIVERY
~ A
o
-0
° ° ° DEAD ANIMAL

0 To |

o DO

6 © © o

o P

INFO ON
BLDG CODE
o
HWY STAFF COMPL
(e
©
UNPLOWED ST
-1K OK 1K

o] \\\‘
MISSING
SIGN O
ROAD REPAIR

L&R

o K]
POTHOLE DHCA CODE ENF

o

3K 4K 5K BK 7K
Volume of Requests

DEP
DOT

M DHCA
DPS
OHR
POL
FIN
OEMHS
HHS
DTS
MCERP
Other

@ CountyStat

Performance Measurement and Management

This graphic again shows changes in
volume and performance for specific
solutions between FY15 and FY16.

= DHCA Licensing and Regulations
increased the rental licensing fee for
the first time in a decade, resulting in
high volume of calls. CountyStat will
continue to monitor their SLA and
evaluate the need for recalibration.

= DOT struggled with snow related
requests, but this was due in part to a
highly unusual snow storm. Highway
staff complaint requires attention.

= DEP experienced a one-off issue with
cart delivery (i.e. timely closure after
delivery and “Bin-nami”).

= DPS saw a continued drop in
applicable building code info. This has
since been split into two separate
requests, with much improved
performance.

Source / notes

MC311 SR open data set
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FY16 SLA Performance vs. Volume — By Area

% SLA Met

10004
R

QM0

Volume of Requests

‘I ANIMAL
N TRJSURYO o
@©
° BLDG CONST
I oo 2
S\N[:DEV TRAFFIC o 2 o
§ o
. Ob 0/. DHCA CODE ENF c:l -
Llcezsme L&R
o DEP
DOT
M DHCA
DPS
OHR
POL
FIN
OEMHS
HHS
DTS
MCERP
Other
-1K OK 1K 2K 3K 4K 5K 6K 7K 8K 9K OK 11K 12K 13K 14K

@ CountyStat
This graphic also shows
changes btw. FY15 to FY16,
but does so for “areas,” which
represent a higher level than
an individual solution—i.e.
areas often correspond to
divisions. Observations
include:

= DOT highway services is a
notable outlier, but is
improving despite
challenges in meeting
snow plowing related
requests.

= DHCA code enforcement
has improved, but
continues to sit below
80%.

= DPS has a number of
areas that remain below
80%.

Source / notes

MC311 SR open data set
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Number of Low Volume Solutions' by Department

Small 4
ADA Disaster Data
Other
Election (small deps)
Judge
Visitation
Hazards Post
Natural e
Facilities
Land Land Zoning & Site Customer
Development Plan Management
Enforcement
Land Site Plan

Development

Building
Construction
Zoning

Violation

DPS Complaint

@' CountyStat
This chart shows the
number of solutions by
department that had 3 or
fewer request per month in
FY16.

Note that DPS has a
relatively high number of
such requests, second only
to “other,” which
encompasses most of the
smaller county departments.

DHCA, by contrast, has very
few low-volume services.

A large number of low
solutions may lead to
additional complexity.

Source / notes

MC311 SR open data
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Distribution of SLA Time Frames

150
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Department
B DEP

B DHCA
B DOT

B DPS
DTS
FIN
FRS
HHS
MCERP
OEMHS
OHR
Other
POL

365
1095 ||

CountyStat

Performance Measurement and Management

Complex solutions, such as
those related to code
enforcement, tend to have long
SLAs due to the uncertainty in
the level of effort required at
the start of the intake process.

59 active solutions had an SLA
of 30 or more days.
Active is defined as having at
least 5 fulfillment service
requests in FY16.

Montgomery County has a
higher reliance on long SLAs
compared to other 311
systems as the County tracks
time to full completion rather
than time to respond.

Source / notes

MC311 SR open data
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Solutions with 30+ Day SLA by Department and Type

DOT

Request to Inspect, Remove or Prune County Tree

625

DOT

Remove Tree Stump
Timeframe

1,095

DOT DOT
Reguest Replace
Tree Tree that
Stump WE
Removal Removed
1,095 from
ROW

DOT
Plant a Tree
365

DOT

Replace Damaged or Missing
Street Sign

42

DOT
Street Drainage Repair
45

DOT

Traffic Signal Timing and Other
Issues

30

DOT
Sidewalk Repair
45

DOT

Curb and Gutter
Repair

60

DOT

Erosion Repair
20

DHCA
Housing Complaints
60

DPS

File Complaint with
Department of
Permitting Services
30

This treemap shows the 59
active solutions with 30+
day SLA. The size of the box
corresponds to the volume
of resident requests. The
number below the title
shows the current SLA.

Note that code enforcement
and trees account for a large
share of these requests.

B Code Enforcement or Inspection
B Damage/Restitution
B HR
B Information
B Infrastructure Repair
Other
B Permit
Study
W Trees

Source / notes

MC311 SR open data




Preliminary ConOps: Code Enforcement“Stat”

|
B Iw e !

2311
ANSWERING TO YOU

INTEGRATED! DATA

REGIONAL SERVICE
CENTER DIRECTORS

HOTSPOTS ?

@ CountyStat
A CY17 focus on code
enforcement will complement
CountyStat’s planned support
to “neighborhood action
teams.” The image to the left
shows a preliminary concept
of operations for CountyStat’s
analytical support in this
space.

One of the aims of this focus
on code enforcement is to
provide a greater level of
granularity in how
performance is tracked at
different stages in the process
(i.e. not just time to
completion but also time to
first response, etc.).



Performance Measurement and

Exploring scenarios for future infrastructure enhancements

COLLABORATIVE BRAINSTORMING ON FUTURE IT ENHANCEMENTS

IT Infrastructure

Enterprise IT
requirements +
opportunities

Intake and day-
to-day operations

Operational +
common business
requirements

Dashboards and
analytics

Reporting + data
requirements

Department

Execution

Individual business
requirements

UNIVERSE OF OPTIONS

Pictures /
attachments

Additional system-to-system
integrations

Upfront address validation

Mobile app - residents

Mobile app - field staff

Cloud infrastructure

Online chat

It is important for the County
to collectively look ahead and
think about the continued
evolution of the MC311
platform to keep up with best
practice and new innovations.
Accordingly, CountyStat
proposes to convene a
collaborative effort to identify
possible options, roadmaps,
and scenarios for the
intermediate to long term.

By taking a coordinated
approach, the County can
package disparate
departmental interests and
business requirements into
common enterprise options.

Of note, County Attorney also

has an interest in accelerated
platform upgrades.
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CY 17 Priorities

Based on the preceding
analysis, this slide lists
proposed priorities for CY2017
reviews and discussions.

Annual

Annual MC311
Review (and

B Priority Setting

for Next Year)

Quarterly Quarterly Quarterly

Report Q1 Report Q2 Report Q3

Review™ FOLLOW UP ITEM: Code
Enforcement deep-dive.

! . . FOLLOW UP ITEM: Collaborative
s ®

”[)epart_rl_]ental FOLLOW UP ITEM: Joint Action
Cpapab"'tv and Reviews with DPS.
erformance

brainstorming on IT roadmap
“Joint Action” Reviews and scenarios.
On-demand meetings based on trendsin data, executive priorities, and
emerging opportunities. Goal: Drive continuous improvement on SLA’s, Additional short-term actions
back office processes, and MC311 integration. identified through discussions
include:
CY17 focus area FOLLOW UP ITEM: Consumer

Protection use of direct calls vs.
MC311.

FOLLOW UP ITEM: Examine
Excellence in Business performance of DOT Highway

Code Enforcement IT Scenarios

Services: DPS Services complaints.
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SR (Gl and Fulfillment) by Day of the Weel« — by Soulice
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This slide shows the
volume of requests
received by time of day,
day of the week, and
source.

FY16 largely followed
historic trends.

B Monday

M Tuesday

M \Wednesday
M Thursday
M Friday

Source / notes

12 AM
1AM
2 AM
3AM
4 AM
5 AM
6 AM
7 AM
8 AM
9 AM
10 AM
11 AM
12 PM
1PM
2PM
3PM
4PM
5PM
6PM
7PM

gpPm

9PM

MC311 Siebel CRM
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SRs from Web over Time (Top 8 Areas)

Number of Records

40K
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0K
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Fy 2014 FY 2015

FY 2016

Number of Records
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5500
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DOT HIGHWAY
SERVICES

DHCA CODE ENF

TRANSIT

DPS BUILDING CONST
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Year of dM Opened
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Year of dM Opened

@ r@(? CountyStat
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Solid Waste dominates and
continues to grow.
However, DOT highway
services and DHCA code
enforcement have also
seen a significant uptick in
web requests.

M Solid Waste
Highway Services
B Code Enforcement
Transit
B Building Construction
State of Maryland
B Treasury
Children Youth and Families

Source / notes

MC311 Siebel CRM
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Change over Time by Department

SRProxy DOT DEP DPS FIN HHS This chart shows the
20K seasonality of requests for
the highest volume
departments as well as the
15K changes in volume over
Gl \/\ time.
Requests
f 10K- ,../\/O: ; :
~SNZ .\\/
o BFY 2013
S W A M FY 2014
o« w ®"‘ B FY 2015
B FY 2016
12K+
10K+
SR ¥ Source / notes
Fulfillment
Requests  °K MC311 Siebel CRM data
4K Note that some of the
fluctuation from FY13 to FY14
2K is due to the way complaints
» S — and referrals are tracked.
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SR Fulfillment Volume Over Time (by weelk)

iy October 2014 April July October 2015 April July Qctober

CountyStat

This image shows the
seasonality of service
requests (by area).

Animal Services
Building Construction
Code Enforcement
Highway Services
Landlord Tenant Affairs
OTHER

Solid Waste

Traffic
Transit
Treasury

Tree Maintenance

Source / notes

MC311 Siebel CRM
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SR Eulfillment Volume Over Time: Share @~ Countystat

&/ Performance Messurement and Management

This slide normalizes the
preceding chart to show
changes in the share of all
requests by area over time.

Animal Services
Building Construction
Code Enforcement
Highway Services
Landlord Tenant Affairs
OTHER

Solid Waste

Traffic
Transit
Treasury

Tree Maintenance

Source / notes

MC311 Siebel CRM

iy October 2014 July October 2015 July October 2016




Highway Services: 311 Eulfillment Service Request Volume

JuLy

DECEMBE

R

ow Removal Dama

This slide shows the same type of
visualization for highway services.
Note the enormous spike in January
as a result of Snowzilla.

and Gutter Repair

Source / notes

JUNE

30

5 MC311 SR open data set
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311 Requests per Household

@' * CountyStat

/' Performance Measurement and Management

Note that only about 40% of

g : : P e S T service requests have an
Sl T 2 N A ¥, attached zip code. CountyStat
Hocmsol . A S used this subset to identify
Pk i : ' ‘ 8 7 e = usage per zip code, normalized
Ak ' Wad® i ’ s by the number of households.
DickersonjiBarnesville . & ' 2 e ] ' k
20,842

Zipcodes containing a
.

municipality are outlined in blue.

Note that web-only requests per
households and non-DEP
requests per households do not
differ much from the overall
number of requests per

Poolesville]

20,837,

households.
St ek Usage by zipcode has a relatively
: n : ¥ strong correlation (+50%) with
Requests per household 20,854 2 g 8 )
g median income, median age,
s and not overlapping with a
0.6 Wiy ey municipality.
, 8. : . AFalk) (Riverdale, i
< 0.16 " A ; t

Parki®
2

Source / notes

L2 Mt Rainier;

R e 6,
_\Cottage

MC311 Open Data Set
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Inciease in MC311 requests per households: FY14 vs. FY 16

OLney, TEED

Poolesville

bV

Hillandale}

20,901 20,903 8

FY14 to 16 Increase divided by Households ¥ /
> 0.27 & b Forest
& Glen)
R he ase il 1LV €1 2
Spring / Height|
0 Takoma ollege
' < \ [FTR20/912 S
= - 2 s 2 N 4 \Riverdale,
% z HParkia

<-0.1

0 7 pertormance Wessurement and Management
i
I

MC311 utilization appears to be
on the rise across the County.
The growth is slightly higher in
zipcodes that are already heavy

users. The weakest growth is
primarily in the zipcodes that
overlap with municipalities and
the low-density zipcodes in up-
county.

Source / notes

MC311 Open Data Set
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Volume by Department: DO

Poolesville

g
)

D
DOT divided by Households
> 0.2

0.1

< 0.009

@ J
2Sugarland sy

- CountyStat
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In comparison to overall volume,
the north-east of the County is a
relatively high user of DOT
services.

201886

'Montgom ery
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Avillage
m \Washington

N
RUNY s 20,854
Potomac

Height's ™
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] Umversity £ 7 Park:
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Source / notes
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Volume by Department: HHS

R v Mg . RN - R WS & Mt e s f The usage patterns for HHS

; : : e ol : . service requests is the most
distinct, and is concentrated in
the otherwise low-use zipcodes
in East County and in the vicinity

of Gaithersburg.
Dickerson | Barnesville
Poolesville
20,855
ar.land‘ s 4
HHS divided by Households (TS
> 0.063 -
Potomac
. ; el Source / notes
Urﬁvefs](y,
\Riverdalel [ MC311 Open Data Set
fPark i
< 0.0017
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Volume by Department: DPS

DPS divided by Households
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The usage patterns for DPS
service requests are also
relatively unusual, with high

activity in the up-County region

around Gaithersburg and
Clarksburg.

Source / notes

MC311 Open Data Set
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Experimente

Mexico

United
States

(
®

Bahamas

cefntyStat

This map shows the volume of
calls received by area code
using the city associated with
that area code (2013-2016).

This is a proxy for tracking
domestic migration (in that
many residents do not bother
to obtain a new local number
for their cell phones).

MNumber Distinct MNumber Distinct

Source / notes

MC311 Siebel CRM data




